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DIGITAL TRANSFORMATION IN KAZAKHSTAN AND
THE ROLE OF KAZAKHTELECOM JSC IN THE DEVELOPMENT
OF THE DIGITAL ECONOMY IN THE COUNTRY

The article, using the example of the activities of the national company Kazakhtelecom JSC, presents an
analysis of what changes are taking place in Kazakhstan today in terms of digitalization of the economy, digital
transformation of companies and what changes in management processes this has caused. Recommendations have
been developed for companies that will have to adapt their management processes to the changes that are taking
place in the economy of Kazakhstan, presents proposals on how to develop a digital strategy in such a way that the
company adapts to the new time in time and doesn t lose its competitiveness or go bankrupt. The research methodology
consists in the use of such general scientific and specific methods as the monographic method (the method of studying
literature and sources), system analysis, comparative method, regulatory methods based on the use of corporate
regulatory materials of Kazakhtelecom JSC. The analysis of the digital economy of Kazakhstan has shown that the
Republic is currently at the stage of rapid changes and is quite advanced in many positions in the world. This
applies to e-government, the development of digital infrastructure, and other areas of digitalization. The analysis
of the digital transformation of Kazakhtelecom JSC showed that its main elements were a new strategy and a new
digital model of the company based on customer orientation and the transition to online working methods. But the
company also had to rebuild the corporate culture and motivation in the Company. All of them are fundamentally
different from those that were in the previous model, based on offline presence and working with clients.

Keywords: digital economy, management processes, digital transformation, Kazakhtelecom, digital strategy,
digital model, digital environment, the impact of the digital environment on management processes.
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Introduction. The current state of the Kazakh-
stani economy, as well as the entire world economy,
is characterized by an active transition to a new
technological order. The world economy today is
striving for its sixth technological order, which,
according to some estimates, will finally be
achieved by 2030 and the digital economy will
become the basis of this way of life. Already
today, the digital economy is actively developing
in the country and the world. In this regard, the
study of theoretical and methodological issues of

studying the problems of the digital economy is an
important direction, because, unfortunately, there is
not even a stable definition of the digital economy
in theory yet. There is still a stage of discussions
among scientists to finally decide on a more or less
generally accepted definition.

The basis of the modern so-called digital econ-
omy is the decentralized technology «blockchainy,
cloud computing, big data, cybernetic systems, the
Internet of things. Collectively, this is now called the
«Industry 4.0» concept. Industry 4.0 is the latest ap-
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proach to the integration of production and consump-
tion, which is a symbiosis of robotic workshops,
artificial intelligence and Internet technologies.

Taking into account the above, digitalization
is a priority direction for Kazakhstan. The advan-
tages and benefits of digitalization will be received,
first of all, by the population of our republic, since
the processes of digitalization will contribute to
improving the quality of life of the Kazakhstanis
themselves. Changes under the influence of the
digital economy require a strategy to respond to
changes in the external environment, because this
will affect the overall efficiency of the company's
activities, radical changes are required in business
processes within the company, their adaptation
to changes in the digitalization of the economy,
changes in the level of application of information
technologies both outside and inside the company.
This article is devoted to the study of these and oth-
er aspects. The topic is little studied in science and
there are practically no such studies in the literature.

Literature review. Today, the digital economy
in developing countries is growing by 15-25% per
year. No sector of the economy is growing at such
a pace [1]. Digitalization has become the main
and necessary condition for maintaining competi-
tiveness in the global world. And for Kazakhstan,
it is also important because it is a chance to di-
versify the economy and an opportunity to move
away from the raw material orientation. We can
say that if Kazakhstan develops a digital economy
and becomes one of the leaders in this area, our
country will break out into the ranks of progres-
sive countries. According to some data, there is
a direct correlation between digitalization and eco-
nomic growth at the level of 70% [2]. And in this
case, in Kazakhstan at the current rate, by 2025,
about 40% of the additional GDP growth will be
provided by digital services. For this purpose, the
country has developed a special program «Digital
Kazakhstan». Digitalization makes it possible to
improve the digital infrastructure, creates conven-
ient and affordable public services due to the total
connection of the entire population to the Internet.
All these services will not only be convenient and
quickly available, but will also become cheap, and
these are new sources of income due to access to
electronic services [3].

There are many difficulties in assessing the
scale of the digital economy, as well as its share
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in GDP. First of all, because the impact of the dig-
ital economy itself on the economy as a whole, in
particular its share in GDP, is uncertain. This is
understandable, since there is no clear definition
of the digital economy. And depending on what is
meant by the digital economy, some authors believe
that the contribution of the digital economy is from
4 to 20% of world GDP [4], [5]. In our opinion,
the most obvious indicator of the development of
the digital economy is the development of the ICT
sector, since this is the very sector that belongs to
the digital sector. The share of the ICT sector in the
economy as a whole can be used to judge the share
of the digital economy in the country's economy. It
should be said here that some authors believe that
it is necessary to include computer services in the
digital economy sector. In our opinion, this is not
entirely true and we agree with other scientists who
believe that it is more accurate to talk about soft-
ware services [6], [7]. In addition, we also believe
that the sector of robotics, big data development,
and automated control systems should be included
in the digital economy. Over the past ten years,
global exports of ICT services and services that
can be provided using digital technologies have
increased much faster than the entire export of
services as a whole, which indicates the growth of
digitalization of the world economy. In 2019, the
volume of exports of services provided using dig-
ital technologies reached US $ 2.8 trillion, which
accounted for 52% of world exports of services [8].

Digital platforms are already playing a signif-
icant role in the global economy. In 2019, the total
value of platform-based companies with a market
capitalization of more than $ 200 million exceed-
ed $ 10 trillion and continues to grow rapidly [9].
Today, some global digital platforms have already
taken almost the main positions in certain segments.
If the WhatsApp communication network is widely
distributed in the world, then in China more than a
billion users use the national WeChat network, which
belongs to Tencent. The payment system of this com-
pany, together with the AliPay system, which belongs
to Alibaba, has captured almost the entire Chinese
payment market. Alibaba itself occupies more than
60% of the Chinese e-commerce market [10].

Thus, we can conclude that today global digital
platforms have almost absorbed competitors and
expanded their services, which also contribute to
increasing their competitiveness.
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Main part. Results and discussion. Digitali
zation and digital transformations are also actively
developing in Kazakhstan. Kazakhtelecom JSC
plays a crucial role in the development of the digital
economy of the Republic of Kazakhstan.

The company, having the necessary resources,
takes an active part in the implementation of the State
program «Digital Kazakhstan» and implements most
of the digitalization projects in the country.

The digital economy and digital industries
are actively developing all over the world. Thus,
Singapore is forming a «smart economy», and
South Korea is focused on the development of hu-
man capital, entrepreneurship, as well as Denmark,
which invests in digital skills training, increasing
technical specialties at universities, digitalization
of educational processes [11]. Kazakhtelecom
sets no less ambitious goals and among them,
there are many unique projects from the «Digital
Kazakhstan» program. In the modern economy, the
ability of the state to identify new growth factors is
becoming relevant, and digitalization will help to
cope with this task. Kazakhtelecom is a company
with state participation, so one of its functions is
to influence the economy and digitalization of the
services provided by the state. To a large extent,
this is facilitated by the organizational management
of the company. At the end 0o 2019, a new and cur-
rently valid Strategy of Kazakhtelecom JSC was
developed, which provides for the digitalization of
the core business, the development of new digital
businesses and the digital transformation of the
network. The changes in the external environment
related to the pandemic and its consequences have
shown that the company has correctly identified the
directions of strategic development.

The fact is that with the pandemic, despite the
growth of the telecommunications market in the re-
tail segment as a whole, sales in the corporate sector
began to fall sharply. This change in the external
environment required a change in strategy, and
the company began to think about improving the
macro parameters of the market. The «SERPIN»
program was developed, and in accordance with
it, Kazakhtelecom, after quantitative expansion of
assets, relied on qualitative internal growth. And
internal growth is impossible without the develop-
ment of digital and business competencies of its
employees. The company understood that it was
necessary to rely on changing competencies and

that this would lead to an increase in the compa-
ny's revenue, which, in turn, would increase the
remuneration of employees. In turn, employees
will increase their competencies, hone their skills.
Kazakhtelecom implements projects using Big
data successfully in various fields. Kazakhtelecom
also uses Big Data tools for fiscal data analytics,
which is important for high-quality public admin-
istration and budget planning. The study and anal-
ysis of the economic activity of a business using
the analysis of check transactions of cash registers
allows, based on the analysis of such transactions,
to form an economic portrait of the city, the money
turnover in a particular area, the number of sales,
etc. The new infrastructure is the Enabler of the dig-
ital economy. One of Kazakhtelecom's projects is a
new eSIM service - a digital alternative to a plastic
SIM card. eSIM is a microchip built into a smart-
phone that allows the client to use all the services of
a mobile operator without using a SIM card. eSIM
technology has been successfully operating in the
United States since 2018 and in European countries
since 2019. Currently, dozens of operators in the
world support such a system [12-13].
Kazakhtelecom has also launched the «Mobile
Office» service based on Kcell networks, which
allows a business or its branch to work anywhere
in the country and at the same time have access to
Information Resources without changing access pa-
rameters. The main thing is to be in the access zone
of the mobile network. This project is designed for
comfortable remote work, because it will increase
productivity and efficiency. At the same time, the
mobile office allows businesses to remain protected
by digital protocols anywhere within a single secure
local network. An example of using a mobile office
in the village named after Ryskulov in the South
Kazakhstan region of Kazakhtelecom is a quail farm.
It constantly monitors the health status of birds,
their maintenance, breeding, waste processing. We
can also monitor the financial situation. The farmer,
being in the city, perfectly sees the situation on the
farm. High-speed Internet will allow developing
such services as video surveillance in the villages.
This will allow us to solve the theft of livestock,
install cameras in schools, shops and clinics.
Kazakhtelecom has also completed the con-
struction of a total of 428 base stations using LoRa
technology. Now M2M (machinetomachine) and
IoT devices can be connected to urban utilities in
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17 cities across the country. The new Lora network
allows implementing SmartCity and smart home
elements throughout the republic. It should be noted
that the LoRa network of Kazakhtelecom currently
covers more than 5 thousand square kilometers and
covers 1.8 million households [14].

So, we can conclude that the digital economy
is the main factor of economic growth, the devel-
opment of modern business, the introduction of
innovations and increasing the competitiveness
of companies. It radically changes modern life

and makes development sustainable. The trans-
formative impact of the digital economy on the
enterprise can be viewed from many sides. For
example, its unambiguous impact on management
processes. When we talk about the impact of the
digital economy on management processes, we
begin to understand it as the impact of digital tech-
nologies, digitalization processes that occur in the
world on the company's management process, on
what changes occur and should occur during the
company's management (figure 1).
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Figure 1. Diagram of the impact of the digi
* Compiled by the authors

At the same time, the influence of the digital
economy can be both from the outside, acting as an
external environment, and from the inside, when it
comes to the digitalization of certain management
processes, individual management stages, or even
completely the entire management of the company.
As aresult of the influence of the external environ-
ment, there is a change in the management process
within the company itself.

To meet the needs of the digital economy, the
business model of Kazakhtelecom JSC has also
been transformed. In order to quickly build such
an exemplary business model for the digital econ-
omy, the company created a special division of
InDigiCo in 2020. Five project teams were formed
in this division, which work on the Agile principle.
The teams are formed according to the cross-func-
tional principle, which includes not only qualified
IT specialists of the company, but also specialists
of commercial, marketing and other departments.
These project teams worked quickly to create fully
digital sales and service channels.

A separate Agile team has taken up the BigData
platform and in-depth analytics. These platforms will

180

S|

tal economy on company management*

provide complete information for making manage-
ment decisions. These project teams will expand and
increase in order to solve other tasks for the com-
plete internal digital transformation of the company.

The creation of a separate digital division of
InDigiCo and the formation of Agile project teams
contributed not only to the solution of specific dig-
ital tasks, but also to the formation of a new digital
culture in the ecosystem of the Kazakhtelecom JSC
group of companies.

In order to improve the quality of service, the
company introduced the FRR (FirstRequest resolu-
tion) indicator in 2020, that is, solving the client's
problem from the first request. The analysis showed
that this indicator increased by 16% in 2020, and
in the future the company strives to ensure that all
customer requests are solved from the first request.

A lot of work in the system of management
processes was done to verify the subscriber base
of Kazakhtelecom JSC. The company is aimed at
a complete digital transformation of work with the
clientele into online mode, and to transfer all work
with subscribers in the online format. We have
already developed our own Fintech platform KT
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Pay, which is used internally as one of the tools
for collecting subscription fees.

Conclusion. The analysis of the digital econ-
omy of Kazakhstan has shown that the Republic is
currently at the stage of rapid changes and is quite
advanced in many positions in the world. This ap-
plies to e-government, the development of digital
infrastructure and many other areas of digitalization.

Kazakhtelecom JSC was one of the first com-
panies in Kazakhstan that carried out a digital trans-
formation within the company.

The analysis of these changes showed that
its main elements were a new strategy and a new
digital model of the company based on customer
orientation and the transition to online methods
of work. But the company also had to rebuild the
corporate culture and motivation in the Company.
All of them are fundamentally different from those
that were in the previous model, based on offline
presence and working with clients.

After the quantitative expansion of assets, the
Company relied on qualitative internal growth.
The company's business model itself has been
changed. As part of the digital transformation,
Kazakhtelecom has changed its business approach
to working with customers and developing new
products. First of all, they began to use the Agile
method, in which tasks are not sent down in the
form of an assignment, but are set to employees by
the final goals that the teams are guided by.

«Today, «Kazakhtelecomy is transforming into
an ecosystem for new digital businesses. To this end,
he identified 10 main areas in which he began to de-
velop new types of business in the company. These
include artificial intelligence solutions, financial solu-
tions, video analytics solutions, e-commerce solu-
tions, security solutions, blockchain and many others.

A large-scale project was the change of the
organizational structure. The basis of this model is
a new model of working with the client. Moreover,
this model can now be used not only by telecom
companies. Kazakhtelecom has created a funda-
mentally new digital model of working with cli-
ents here, which can be taken as a model by other
companies and businesses.

Digital transformation brings a lot of advantag-
es from the point of view of personnel management.
First, the digitalization of the company's business
processes ensures their efficiency. Secondly, the
company began to make the transition from a re-
gional to a divisional management model. Thirdly,
all these processes in management put forward new
requirements for the competencies and professional
training of personnel. Fourth, the internal processes
of personnel management are also changing. Fifth,
as for personnel training, it becomes the most im-
portant factor in the development and transforma-
tion of the company.

The Company we are investigating has started
working extensively on the use of personnel adap-
tation processes based on and through gamification.
The company's corporate culture is undergoing
radical changes.

For this purpose, the company has developed
five key values — customer orientation, responsi-
bility, entrepreneurial spirit, digital culture and
outstanding solutions, which fit into the acronym
CREDO (Client, Responsibility, Entrepreneurship,
DigitalCulture, Standingdecisions).

Thus, Kazakhtelecom JSC performs the most
important role of implementing the digitalization
program of Kazakhstan in the market. By its nature,
itis a company that develops digital programs, appli-
cations, cloud and other tools of the digital economy.
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KA3AKCTAHJAYBI HUDPIBIK TPAHC®OPMANUSA KIOHE EJIJIET'T
HUOPIBIK DJQKOHOMUKAHBI JAMBITYJIAFBI KASAKTEJIEKOM AK POJII

AHnjgarna

Maxanana "Kazakrenekom" AK ¥ATTHIK KOMITaHUSACHIHBIH KBI3METI MBICAJIBIHIIA OYTiHTI TaHa KazakcTanma
9KOHOMHUKaHBI MUQPPIAHIBIPY, KOMITAHUSIIAPIAHI ITUPPIBIK TpaHchopManusiiay OOWBIHIIIA KaHIal e3repicrep 0o-
JIBIIT JKaTKaHBIHA JKOHE OacKapy HpolecTepinie KaHaaii e3repictep TybIHIaraHbIHA Talljidy YChIHbLIFaH. Kazakcran
SKOHOMHWKACBIHAA OOJIBIN JKaTKaH e3repicTepre ©3iHiH Oackapy mpolecTepiH OeHliMieyre KeleTiH KOMIaHWsIap
YIIIiH YCBIHBIM/IAP 931pIICH/Ii, KOMITAaHUSI J)KaHa YaKbITKa 03yaKbIThIH A OeHimM e, Oacekere KaOIeTTiTITiH XKOFamT-
MaNTBIHIAH Hemece 0aHKPOTKA YIIbIpaMalThIHIAN eTil,u(pIIbIK CTpaTerusiHbl Kaial acay KepeKTiri Typaibl
YCBIHBICTap OepinreH. 3epTTey amicTeMeci MOHOTpadHsUTHIK o1ic (91e0neTTep MEH JIePEKKO3IEPIi 3epPTTey 9ici),
JKYHETIK Tallay, CaTbICTRIpMAaIThI dic, ""Kazakrenekom" AK KopropaTuBTiK HOPMATHBTIK MarepHaiIapbiH manja-
JIaHyFa HET13[IeNITeH HOPMATHUBTIK 9JTICTEP, CUSKTHI KA FRIIBIMU JKOHE epeKIIIe 9IiCTep i Mai1ananynaH TYPaIbl.

KazakcraHHbIH UG PIBIK SKOHOMHKAChIHA JKYPTi3iUIreH Tannay PecnyOnukaHbIH OyTiHAE KapKbIHIBI ©3-
repicTep Ke3CHIHIIE €KEeHIH JKOHE dJieMJIe KONTETeH MO3UIUsIIapaa auTapiblKTald 03bIK €KeHIH KopceTTi. by
JNMEKTPOHABIK YKIMETKEe, TUPPIBIK HHPPAKYPBUIBIMILI JaMBITyFa XoHE MHU(PIaHIBIpYAbIH O0acka na OarbIT-
TapbeiHa KarbIcThl. KazakTenmekom AK mudpibik TpaHchopMaIvsIChIH Taaay, OHBIH HETi3ri dJIEeMEHTTEpi KOM-
MAHUSHBIH KIMEHTKEe OariapiaHyFa j)KOHe OHJIAH JKYMBIC 9[[iCTEepiHEe KOILIyre HEeri3JelreH )aHa CTpaTerusiChl
MeEH kaHa MUQPIBIK Mojei OonFaHbIH KopceTTi. COHbIMEH KaTap, KOMITaHUST KOPIIOPATHBTIK MOICHUETTI KakTa
KypyFa MoxOyp 6onasl. Onapabiy 0apibIFsl 1epOec KaThICyFa KoHe KIMSHTTEPMEH KYMBIC icTeyTe HeTi3nenreH
OYPBIHFBI MOJIEIIBICH TYOCTEHIII epeKIIeIIeHe .

®. EpnaBiaeroBa, K. Kyp6anosa, C. Boaarksbi3sl, T. MyxaméeToB

OUPPOBASA TPAHCO®OPMAILIUA B KAZAXCTAHE U
POJIb AO KA3BAXTEJIEKOM B PA3BUTUM [IU®POBOI SJKOHOMHUKH B CTPAHE

AHHOTAIINSA

B crarpe Ha mpuMepe IeATeNFHOCTH HannoHaIbHOH Kommanuu AO «KazaxTenekom» NpeCcTaBiIeH aHAIN3
TOTO KaKHe N3MEHEHHUS CeroqHs mporncxoaaT B Kazaxcrane rmo mudpoBu3anny YSKOHOMUKH, ITH(GPOBOH TpaHCOp-
MaIiy KOMITAHUH 1 KaKnie N3MEHEHHUS B yIIPaBICHUYECKUX IPOIIeccax 3TO BEI3BaIO. BripaboTaHbl peKoMeHIannu
JUT KOMITaHUH, KOTOPBIM IPEACTOUT adalTHPOBAaTh CBOM YIPABICHUESCKUE MPOIECCH K M3MEHEHHSIM, KOTOPHIE
MIPOUCXOIAT B dKOHOMHKe KazaxcraHa, Kak BbIpaboTaTh MU(POBYIO CTPATETHUIO TaKUM 00pa3oM, 4TOOBI KOM-
MaHUS BOBPEMsI aJallTHPOBAIach K HOBOMY BPEMEHH M HE HOTEpsyIa CBOIO KOHKYPEHTOCIIOCOOHOCTH WM HE
obaHKpoTHIach. MeTOMONOTHS HCCIIEIOBAHMS 3aK/II09aeTCsl B MCIOIb30BAaHIH TaKMX OOIIEHAYYHBIX W CIHEIH-
(buyeckux MeToN0B, Kak MOHOTpadUIeCKHii METOA (METOM U3YUEHHS JTUTEPATYPhl K UCTOYHUKOB), CUCTEMHBIN
aHAIN3, CPAaBHUTEIBHBIN METOJ, HOpPMaTHBHBIE METOIbI, OCHOBAHHBIC HA WCIOIb30BAaHIH KOPIOPATUBHBIX HOP-
MaTuBHBIX MaTepuanoB AO «KazaxTemexom.

[IpoBenenuslii aHanu3 MUPPOBOI dkoHOMUKK KazaxcTaHa mokasai, 4rto PecrmyOnmuka ceromHst HaXOTUTCS
Ha dTarne OypHBIX IEpEeMEH M BO MHOTHX TTO3UIMSIX HAXOIUTCS Ha JOCTaTOYHO IEPEIOBBIX B MHUpPE. JTO KacaeTcs
3IIEKTPOHHOTO IIPAaBUTEIBCTBA, PA3BUTHA U (PPOBOI MHPPACTPYKTYPHI U [Ip. HANIPABICHUH IU(PpOBH3annN. AHa-
3 iudposoit Tpancopmannu AO Kazaxtenexom Mmokasai, 9T0 OCHOBHBIMHU €€ dJIEMEHTaMU CTajIi HOBasI CTpa-
TETHs ¥ HOBasi U(POBast MOZIETh KOMITAHUH, OCHOBaHHAS Ha KIIMCHTOOPHEHTHPOBAHHOCTH U NIEPEXOAE B OHJIANH
MeTozbI paboThl. Ho Takke KOMIaHUs BBIHYX/I€Ha OblIa IepecTpanBaTh KOPIIOPATUBHYIO KyJIbTYPY MOTHBAITHIO
B KoMmnanuu. Bece oHM MPUHITUITAATIEHO OTIAMYAIOTCS OT TeX, KOTOPbhIE ObLUTH B MPEXKHEH MOJIEIIH, OCHOBAaHHOW Ha
oduaiiH MpUCYTCTBUH U pabOTe C KITMCHTAMH.
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